ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST., SUITE 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1 PET (1738) FAX (602) 364-1039 
VETBOARD.AZ.GOV 


COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOROFFICEUSEONLY, 
Date Received: Apn| 40, 2014 Case Number: | Q 7 42 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVT: 2 Nor Suse ¢* Hep Nima, bus Sug xs PE oun 


Premise Name: Hea Deseer he Lic 
Premise Address: 2500 N S™ Sv #2 

City: eseorr Varsey State: AZ Zip Code: _&6 314 
Telephone: __ 42% 754 G6ys 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: ) ©HN Pysanl FANETTIERE 


Address: 


City: Cm State: Qaim. lip Cod a 
Home Telephone: Cell Telephone: i sci 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010, IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE-~ 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 


Name: CHaauey : 
Dog 


Breed/Species: __Lageaper 7 AAT 


Age: — Sex: “0 Color: Btsec 


PATIENT INFORMATION (2): 

Name: 

Breed/Species: 

Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


E. WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate fo the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 


Signature: 


Date: 07: 24:-/9 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the 
portion must be either typewritten or clearly printed in ink. 
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11.17, 30 Vvo-1lo-Zzuls 


On April 17%, 2019 | received a call from John stating he was outside my place of 
business. | had just left for the evening and returned back to meet him. He was 
very distraught and was wanting a Private Cremation for his dog Charley that had 
been hit by a car a few days prior, April 11, 2019 to be exact. After explaining to 
him our process of Individual Cremation and that it would be $100 cheaper, he 
wanted to go with that option instead, but wanted to upgrade the urn and picked 
out a photo urn. He stated that his dog was about 60lbs, and | showed our photo 
urn that | explained that the size he was looking at was generally the size that 
would fit up to a 50lbs dog, but that | have gotten up to a 60lb dog in the past. He 
went with that urn which was $55 and the Individual Cremation that was $150 
and he paid his balance of $205. 


After he left, | brought Charley to the back and weighed him, he was 67.8 pounds, 
we cremated Charley the next day, trying to get him back to John ASAP due to the 
events and trying to be compassionate about the situation. Once he was 
cremated and processed there were a lot more remains than anticipated and |! 
called John on Friday April 19 to let him know that Charley was ready for pick up 
and to also discuss the amount of remains that there were due to the true weight 
of Charley. 1 explained to him that he could stay with the urn he chose, and | 
would put.the rest of the remains in a separate bag if he wanted to scatter or 
bury them. He insisted that he wanted all of Charley in one urn and | explained 
that we would need to go up in size and that it would cost an additional $20 for 
the larger urn. He then told me how he had to pay for many things recently, like 
his car being impounded, the cremation, and other things. | gave him the option 
of keeping the original urn and have the separate bag or the larger urn to fit all of 
Charley but there would be an additional $20 that would need to be paid. He said 
he wanted to think about it, and he would call me back. 


He called me back later on that Friday and said to go ahead with the larger urn 
since he wanted all of Charley to be together. He then continued to say he 
thought this was sketchy that he had to pay for the larger urn and that it wasn’t 
his fault that the dog weighed more. | explained that | was just trying to be 
honest about the whole situation by letting him know there were more remains 
than originally anticipated since Charley was bigger than he originally told me and 
that it would be sketchy of me to just have tossed the additional remains and 
never told him the truth. | expressed that I take great pride in my business, and 
my reputation of being honest and forth right with families. 


320 /I7IH4IZVY 
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On Monday April 22"4, | received a call from John saying he was on his way over to 
pick up Charley. When he got here, he had a totally different demure about 
himself, he was defensive, and accusatory. | had Charley on the desk in the larger 
urn like he had authorized along with the paperwork for him to sign with the 
additional $20 written out on the form as well. He then proceeds to tell me that 
he has spoken to “a lot of people” who believe this additional cost should be 
taken care of by me since | recommended the wrong urn. | then reminded him of 
our original conversation and the weight he told me as opposed to the weight 
Charley truly was. | also reminded him of the phone conversation and the options 
| gave him if he did not want to pay the additional $20, and the call | received 
from him approving the larger urn and the additional payment incurred with it. 


| then offered to put Charley in the urn he originally paid for if the $20 was now 
an issue. He kept talking over me telling me, telling this was my fault, that | 
should cover the cost, and that | was “double dipping” on him. After | told him, it 
was either pay the $20 for the larger urn or go back to the smaller one, he said he 
would pay the $20 but he would tell everyone he knew what kind of business | 
was running and go onto every site he could to give me a bad review, as well as 
call the Better Business Bureau and anyone else he could think of. | told him that 
was his prerogative to do so. 


He then called a few times again that afternoon and hung up, eventually when 
Todd answered his call he wanted to know if ! was the owner or just hired help. 
When Todd told him, | was one of the owners as well as himself he proceed to tell 
him a little about the situation and how rude | was, when Todd offered the same 
options as | did he just got mad and insisted on a receipt for the additional $20 he 
paid, and he was assured it was in the bag with Charley. Then he laughed and 
hung up. 


At the end of the day if | was truly trying to get more money from John why didn’t 


| just let him go with the Private Cremation? And cremation and upgraded urns 
are by choice. He chose to do these things and there for, responsible to pay for 


Ft Fada, 


Pula Bitras 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST, STE. 4600 ¢ PHOENIX, ARIZONA 85007 
PHONE (602) 364-1738 ¢ FAX (602) 364-1039 
VETBOARD.AZ.GOV 


INVESTIGATIVE DIVISION REPORT 


TO: Arizona State Veterinary Medical Examining Board 
FROM: Investigative Division 
RE: Case: 19-72 


Complainant(s): Jonn Ryan Panettiere 
Crematory: High Desert Pet Cremation (License: C0023) 


SUMMARY: Statutes and Rules Used: 
Complaint Received at Board Office: 4/30/19 Laws as Amended August 2018 
Board Discussion: 6/19/19 (Lime Green); Rules as Revised 


September 2013 (Yellow) 


On April 17, 2019, Complainant brought his deceased dog, “Charley,” a 3-year-old male 
Labrador mix, to High Desert Pet Cremation for an individual cremation. Complainant 
selected an urn for the dog's cremains and was advised he would be contacted when the 


dog was cremated. 


On April 19, 2019, Respondent called Complainant to let him know the dog's cremains 
were ready for pick up, however, the urn selected was too small and there would be an 


additional fee for a larger urn. 


The Committee reviewed testimony, and other documentation as described below: 
e Complainant(s) narrative: John Ryan Panettiere 
e Crematory premise owner narrative: Paula Poitras — High Desert Pet Cremation 


19-72, HIGH DESERT PET CREMATION 


PROPOSED ‘FINDINGS of FACT’: 


1. On April 17, 2019, Complainant presented his deceased dog to High Desert Pet Cremation 
and requested a private cremation. Respondent, Ms. Paula Poitras, co-owner of the crematory, 
explained the difference between a private cremation and an individual cremation. 
Complainant selected individual cremation ($100 less than private) with an upgraded photo urn. 
Respondent explained that the urn he selected would fit up fo a 50 pound dog but she has 
been able to fit a 60 pound dog in the urn in the past. Complainant reported his dog weighed 
approximately 60 pounds and decided to go with the photo urn he had chosen. 


2. According to Respondent, after Complainant left, she weighed the dog; weight = 67.8 
pounds. The dog was cremated the following day. Once cremated and processed, there were 
a lot more cremains than anticipated. 


3. On Aprill9, 2019, Respondent called Complainant to let him know that the dog’s cremains 
were ready for pick up however, due to the true weight of the dog, there were more than 
expected cremains; he could stay with the urn he chose and she would put the rest of the 
cremains in a separate bag which could be scattered or buried. Complainant insisted on having 
all of the dog’s cremains in one urn therefore Respondent explained that a larger urn would be 
needed and would be an additional fee of $20. Complainant wanted to think about it and call 
back later. 


4. Complainant contacted Respondent and approved the larger urn but did not feel 
comfortable about the situation. He was originally recommended and sold an urn that fita dog 
up to 50 pounds, when he had told Respondent the dog was 60 pounds. Respondent stated 
that she wanted to be transparent and honest about the services provided by letting him know 
that there were more cremains than anticipated. 


5. On April 22, 2019, Complainant picked up the dog's cremains in the larger urn and voiced his 


dissatisfaction with the services provided. 


The information contained in this report was obtained from the case file, which includes the 
complaint the owner's response, any consulting veterinarian or witness input, and any other 


Tracy A. Riendeau, CVT 
Investigative Division 


uD. 


